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[57] ABSTRACT 

A call-management system (14) for a call center (FIG. 1) 
having a plurality of terminals (12) staffed by agents (13) 
includes a program-implemented arrangement (24) for com- 
municating each agent's scbediile to the agent via the 
agent's corresponding terminal and for monitoring the 
agent's adherence to the communicated schedule via the 
agent's corresponding terminal, thereby relieving a super- 
visor (19) of having to perform these functions. Other 
programs (25-27) that enable the supervisor to automati- 
cally communicate with the agents via their terminals are 
also included in the call-management system, 

26 Claims, 4 Drawing Sh^ts 
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ARRANGEMENT FOR AUTOMATING 
CALL-CENTER 
AGENT-SCHEDULE-NOTIFICATION AND 
SCHEDULE-ADHERENCE FUNCTIONS 

5 

TECHNICAL FIELD 

Hiis invention relates to call-center operations. 

BACKGROUND OF THE INVENTION 

Call centers, such as emergency-services dispatch centers, 
telemarketing sales centers, customer-service centers, and 
other automatic call-distribution centers, employ large num- 
bers of human agents to place and/or answer calls. For 
proper, efficient, and smootti center operation, work sched- 15 
ules must be developed for agents, the schedules must be 
communicated to the agents, and the agents' adherence to 
the schedules must be monitored. Presently, some or all of 
these activities are done manually, by center supervisors. 
This is slow, inefficient, and consumes an inordinate amount 20 
of the supervisors' time which could be better-spent on other 
activities. 

Call centers are typically low-margin, high-volume opera- 
tions, and therefore even small improvements in efficiency 
can have a significant effect on the centers* commercial ^ 
viability. Realizing this, suppliers of call-center systems 
have automated some of these activities to make them more 
efficient and to unload the supervisors of their burden. Thus, 
call-management systems, which monitor call-center activ- 
ity and issue reports thereon to the supervisor, have been 
introduced. Also introduced have been scheduling systems, 
which generate agent schedules based upon the reports 
generated by the call-management systems. While these 
advances have considerably improved the efficiency of 
call-center operations, further advances continue to be 
sought. 

SUMMARY OF THE INVENTION 

This invention is directed to meeting these and other 40 
needs of the prior art. I have recognized that a significant 
hindrance to the efficiency of call-center operations is the 
fact that the tasks of communicating agent schedules to the 
agents and of monitoring the agents* adherence to these 
schedules continue to be performed by human call-center 45 
supervisors in largely a manual maimer. Therefore, accord- 
ing to the invention, there is provided an arrangement which 
automates these functions. Specifically according to the 
invention, there is provided an arrangement which commu- 
nicates with the agents via their telecommvmication termi- 50 
nals to advise them of their schedules and to monitor their 
adherence thereto. Illustratively, the arrangement is incor- 
porated into the call-management system of the call-center, 
in order to share therewith, and thereby avoid uimecessary 
duplication of, the call-management system* s existing capa- 55 
bilities. 

According to an illustrative embodiment of the invention, 
in a call center that has a plurality of telecommunications 
terminals staffed by agents, each event of an agent's sched- 
ule which includes predetermined events — such as breaks — 60 
scheduled for predetermined times is communicated at its 
scheduled time to the agent via that agent's corresponding 
terminal. Then the agent's performance of the communi- 
cated event at the scheduled time is monitored via the 
agent' s input — such as pressing of the appropriate key — ^into 65 
that agent's corresponding terminal. R-eferably, this func- 
tionality is obtained by means of execution of stored pro- 
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grams in a call-management system of the call center. Also 
preferably, other programs that facilitate coixmiunications 
between a call center supervisor and the agents are likewise 
stored and executed in the call-management system. 

The invention frees the call center supervisor from having 
to conmiunicate schedules and schedule events to agents and 
from monitoring the agents' adherence to the schedules. It 
automatizes these functions, making their performance more 
exact and efficient. It provides the supervisor with a capa- 
bility to communicate with the agents through their termi- 
nals. And when implemented as programs executing in the 
call center's call-management system, the invention is easy 
and inexpensive to implement and to retrofit, adds no 
additional hardware to the call center, and advantageously 
makes use of capabilities already provided by the call- 
management center so as to avoid their duplication. 

These and other advantages and features of the invention 
will become more apparent from the following description 
of an illustrative embodiment of the invention taken together 
with the drawing. 

BRIEF DESCRIPTION OF THE DRAWING 

FIG. 1 is a block diagram of an automatic call-distribution 
(ACD) system that includes an illustrative embodiment of 
the invention; 

FIG. 2 is a flow diagram of an agent schedule-notification 
and schedule-adherence-monitoring program of a CMS sys- 
tem of the ACD system of FIG. 1; 

FIG. 3 is a flow diagram of an agent-move program of the 
CMS system of the ACD system of FIG. 1; 

FIG. 4 is a flow diagram of an agent-disable program of 
the CMS system of the ACD system of FIG. 1; and 

FIG. 5 is a flow diagram of an agent-messaging program 
of the CMS system of the ACD system of FIG. 1. 

DETAILED DESCRIPTION 

FIG. 1 shows an automatic call-distribution (ACD) sys- 
tem having a conventional architecture. It comprises an 
ACD private branch exchange (PBX) 10, such as an AT&T 
DEFINTTY® Gl or G2 executing conventional AT&T ACD 
software. PBX 10 is connected to the outside world, e.g., the 
public telephony network, by a plurality of trunks 11. PBX 
10 serves a plurality of ACD agent terminals 12 staffed by 
ACD agents 13. PBX 10 is connected to each terminal 12 by 
a digital link 16, such as an ISDN or an AT&T DCP link, 
which carries both voice and data conununications. Also 
cormected to PBX 10 is a call-management system (CMS) 
14, such as an AT&T CMS. The cormection is via a control 
communications link 17, such as an AT&T DCIU or ASAI 
link. An admirustration terminal 18 is connected to CMS 14. 
An ACD system supervisor 19 interfaces with CMS 14 via 
terminal 18. 

CMS 14 is a computer-implemented system. It comprises 
a processor 20 executing programs out of a memory 21. 
Included among the programs in memory 21 are conven- 
tional CMS programs 22, optionally a conventional sched- 
uler (SCH.) 23, and — according to the invention — a sched- 
ule notification and adherence monitoring program 24 and 
other agent-interaction programs 25-27. Programs 24-27 
are diagramed in FIGS. 2-5, respectively. 

Illustratively, CMS 14 runs a copy of program 24 of FIG. 
2 as a separate process for each agent 13. Execution of a 
program 24 is invoked in response to receiving the schedule 
of an agent 13, either from supervisor 19 via administrative 
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::tenniiwl^; 14: or from scheduler 23; at- step :200; Executing ■ .;niessage^ at step ^268, ProgrM.24: then ch^ with; GMSv^ 
r progrini . 24. records/ for. exaniplb in*.the fonii of scheduled ' programs 22 ta,deternune ^yhether. 4ge;iit.. 13: has returned 
/ intenupte or wakeup calls, the action poiiits of this: schedule, . . . . from break., at step :272: illustratiyely, : prpgram;24yc 

such as startih^ ti^^^^^ . whether CMS programs 22 have rec»ived:an indication; t^^^ 

■204.;;Pfogram 24. then check, .whether the xonesponding . ,5 an non-work button' has been depressed; on . thai; a^cnit' s 
:;agent 13 is due to .start, at step M8, mid- if riot, program 24. terminal^ : 12 ■ . which cancels - a previous -"ac.dvado^^^^ 
/ returns to 'step 208/ ; non-work .feature/if it is , determincd/a 
- replaced by a wakeup caU or intermpt a^ starting ; 13 has riot returned to >york, program 24..detennincs .whether ; 

;i;time.;^;^f;: a;:^^ ;: ;;:.:vv v : : .r. r: ^ igerit :13' is-riiorc :thaii-a-^,i^ 

If itiis deterriSned at ste^ 10 minutes bverducv k-step 276^ If-notrpirogr^ 24 "rctu™ to;:: 

program 24 queries iGMS program 

."rcc^rd.pf at.step 212^irnot, :;;. .generate an ex«^ 

^;program^2^ • / then returns;: tO:Step'272;.; ; . : ^ ' "^■v -^-k'-P:'^'^'^^^ 

■tennihedmmbCT (Y) of in^ ■ If and when it is determined at ^^s^ 

: program -24 reti^ step 212; if so, prograni 24 causes 1 5 returned to work, program: requests PBX 10 ;yia^ 

; .CMS programs - 22 to generate an exception . reporting that . . . programs .22 to place agent 13 back in.work-mode, at step ■ 

agent 13. is overdue, at step 220, and then returns to. step 212. , , 284. Program^ 24 then retums^ to step 224. ; 
.vtf and .when .agent 13 is .found at step 212 to have logged When it is determined .at step 224:thai agent 13. is. due ^to . 

in, program:24 sends a request to PBX 10 via CMS programs; ; . ; "quit,, prograni =24 ; requests PBX • 10.; to/plice ageii^^^^^ in 
; 22 to place ageriitvl3:in wbrk mode, at step 222. Program 24: 2{) 'non^work mode upon coinpletion of any caU presCT 
; then checks whether agent 13 is due to quit, at step 224 /and . haridled by agent 13, at step 288. Aogram 

if not; checks 'Whethcr;:agent 13 iS; due to break, at step' 228. ; - CMS programs 22^ to determine whelJier ..agraf- 13 ■ 
■fif agent 13.is npt:k^^ : . been placed m non-work mode, k :step: 292, : and^^^ 

/.step 224;; Alteniatively, the. check of each step 224 and 228 . program 24: returns to step 292. Alternatively, the check at 
: ' is replaced by; a wakeup, call or interrupt at the quitting and- P step 292 is replaced by a wakeup call or interrupt issued by. 
■break tiriics, respe^ . : GMS programs 22 upon agen^ 

:.:: :Wh^n;kgentl3.is determined to;be due to go onlbrca^ : :mode..:; .:: : ^ ; : ■ : V^^r^^ - 

:-step 228, ■progf^;24 requests PBX 10 via , CMS programs . ' . : Wheri.agerit 13 is detected at step 292 U> have been placed-. 
^22t6 placeigent 13 in nbn- work mode after- cbmpletibn of " in non-work mode,. pro^im 

: any <^^. which :agent 13 is .presently handling, at step.232. be sent to terminal 12 of agent 13 informing, him or her that 
.;Program 24 . theri queries .CMS . programs; 22 to determine v j jt .is qmtting time; >t step .296; 
.^whether.. agent 13 has:yet. been placed. in . non- work inode, at. . , execution, at step 299, ■ • 

.; stepV.236,,; and ;.if .hot, prograin -.24 . retiirris- to step 236.. :': ^ y^^^. a need "arises: to move an agent 13 from =one.ACb 
. Alternatiycly,:thech^ agent ^plit to another; ^pro^ 

• (^1 ;pr intonrupt is&ued.by CMS;pTograms 22 upon agent 13 . ; pjogj^ 25 is invoked in response to supervisor 19 ehteririg. 
'. being placed iri n^^^ \ . . . / :. :. ^ia administration , terminal 14, the - conditions ui^^^^ 

■: ■ Wheii agent : 13 is; determined at step ^236 ; to have been ; occuxrerice of which oiie or inore agents 13 Should bei nioyed . 
:• placed Jn npri^ work m -program 24 checks witii CMS ; - from one, split (A)- to: another split :(B) and . how; mmy ■ (C) 
::iffogranis 22 to dctennine; if the :agent. split :pf which agent -^q : 'agerits. .13 shoiid. be : moved. : Program 25 ;receiyes these., 
;;■ 13:is a :pirt: is presently: overloaded >vith work, at step 24.0, , : conditions, at step 300, and begins to rrionitor biitput bf CMS ; 

.If so, prpgram :24'sends a display.:^ to agent :i3, ,via . ;: programs 22 to deternaine if these cohditi^^^ metat step., 
V CMS Jprbgrams,- 22, PBX lOj and display. 30 of that agent' s : 304.- TOen. it determ the ■ bonditibns have ;b(Een miet, 

; tenmiii^^ agent 13 thk Ws 'o^ break has ; prograrn .25 sends a niessa^^^^^ 

jbeen delayed by a predetenninednumber.C?^^ of minutes, at 10 requesting it to log iC agents 13 ;out of split 
r Stcp,i244.:. Programv2^ 

:• progrm back in work mode, at step: . . : :: ageritsl3, at-step 308. It then monitors CMS pi^^^ 

■-248i; arid alsb: adjusts the- break schedule foragerit / obtain the identity of the . G-agents: 13 w^ / 
f 13 : to ' refl^^ iiiew scheduled break tirne; ; at step -252.: ■■: : logged put of split A at step 312. .When it deterrnines. at ste^^^^ 
:; Program :24;ih^ ' .. jo : ,316, ;that.:it has the: identity .of ..e ;agents 13,.iMrbgraip 25 : 

=h ; Riemrningr tb: sti^p 240r^ it is there determined that the . ; . causes: a :visual message to be sent: to each: one "of ;those. 
' agent's split is Sot oyerloadedi program 24 sends 'a voice agents 13 informing therh that they are being moved to split ; 
; ;apd/or.:display mw B,at.step320. PrbgrarTi25 th^^^ 

::iid PBXlO;that thisagent^s ^l^^ 

Vis eidierdisplayed-to agehl lS on ::;; : : : :^:^^ ;^^^^ 

; terrhirial 12 or.-vbiced to ageht;i3 via his or heir headphone ; . . program 26 of HG; : 4 is -invoked- whra supervisor 19 - 
v:32; Prog checdcs .whether ageiit 13 is due back v : ; - decides , that. ceriisdh^ e^^ lp= iproperppera^ : 

■ ; frbin break; . at step : 260, and if wU prpgr.am >M returns, to - disable any offending; agent 13 from handling calls. : Super- ; 

step:260;: Alternatively, the check of , step 260'is replaced by : . . . visor 19 ; enters, via; terminal 14; ther conditions define ; 
:= ,a:^wakeup' call: br an interrupt issued.. when 'the scheduled : which, and hb'w mahy,- "exceptions: sh^ 

-ibrcak^pmod:^!^ • 13. Program 26 receives these con^ 

. ; found at.step 260.to be .due back from . begins to monitor the output of; CIMS: programs ^^^M 

. - break, program 24 sends ;a display message to agent 13 via : . occurrence of these corulitibns,- at: step 4(W. rWh.en:^^U 

.CMS prbgrains 22ahd PBX 10 inforihing hihi or her thatthe mines that the ^conditions have been; met by an agient; 13, 
; break is'pyer, at step 264. Pr^^ :prograin26TequestS:PBX 10 to place theoff^^ 

'::,\da.GMS:programs.22 to send a tone, to speaker 3.1 ofagent . ■ in non-work mode fpllowdrig cornplction of any caU pres.- . 
: terminal : 12 to : .alert : agent . 13 to. the . incoming . display , . . entiy being handled by offending .. agent 13, , at- step ■ 4(W. 1; 
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Whea the offending agent 13 has been placed in non-work 
mode, as determined at step 412, program 26 sends a visual 
message to offending agent 13, at step 416, informing him 
or her of the fact that he or she has been disabled. Optionally, 
the message also informs offending agent 13 of the excep- 5 
tions which caused the disablement, and directs offending 
agent 13 to report to supervisor 19. Program 26 then returns 
to step 404. 

Program 27 of FIG. 5 is executed when supervisor 19 
unconditionally wishes to send a message to one or more xq 
agents 13. Supervisor 19 inputs the message on terminal 14, 
identifies the one or more agents 13 to whom it should be 
sent, and specifies the time at which it should be sent In 
response to receiving this input, at step 500, program 27 
begins to monitor real time for occunence of the sending ^5 
time, at step 504. Alternatively to the check of step 504, 
program 27 is issued a wakeup call at the sending time. 
When the sending time occun, program 27 sends a request 
to PBX 10 to place the designated one or more agents 13 in 
non-work mode at completion of any calls presendy being 20 
handled by those agents 13, at step 508. When all designated 
agents 13 have been placed in non-work mode, as deter- 
mined at step 512, program 27 sends the supervisor's 
message in visual form to display 30 of terminals 12 of the 
designated agents 13, at step 516. Program 27 then exits 25 
execution, at step 520. 

Of course, it should be understood that various changes 
and modifications to the illustrative embodiment described 
above will be apparent to those skilled in the art. For 
example, these flow chaffs of the figures are only a repre- 30 
sentation of an illustrative implementation; an actual imple- 
mentation in a CMS architecture or another multi-tasked 
programming environment may be different Such changes 
and modifications can be made without departing from the 
spirit and the scope of the invention and without diminishing 35 
its attendant advantages. It is therefore intended that all such 
changes and modifications be covered by the following 
claims. 

I claim: 

1. An arrangement for a call center having a plurality of 40 
telecommunications terminals staffed by agents, compris- 
ing: 

means responsive to an agent's schedule which includes 
predetermined events scheduled for predetermined 
times, for communicating each said event at its sched- 
uled time to the agent via the agent's corresponding 
terminal; and 

means cooperative with the conununicating means, for 
monitoring the agent's performance of the cormnuni- 
cated event at the scheduled time via the agent's input 
into the agent's corresponding terminal. 

2. The arrangement of claim 1 implemented in a call- 
management system of the call center. 

3. The arrangement of claim 1 for a call center having a 
processor-implemented call management system, wherein; 

the commimicating means and the monitoring means both 
comprise a program stored for execution on the call 
management system processor. 

4. The arrangement of claim 1 wherein: ^ 
the means for corrmiunicating each said event comprise 
means for causing at least one of an audio signal generator 

and a visual signal generator of the agent's correspond- 
ing terminal to generate at least one of an audio signal 
and a visual signal, respectively, to alert the agent to 65 
occurrence of the scheduled time for each said event. 

5. The arrangement of claim 1 wherein: 
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the means for communicating each said event comprise 
means for sending a display message indicating each said 

event at its scheduled time to a display of the agent's 

corresponding terminal. 

6. The arrangement of claim 5 wherein: 

the means for communicating each said event further 
comprise 

means for causing a speaker of the agent's corresponding 
terminal to produce an auditory signal when the display 
message is displayed on the display of the terminal. 

7. The arrangement of claim 1 wherein: 

the means for communicating each said event comprise: 
means for selectively causing the call center to place the 

agent in a non-work state substantially at the scheduled 

time. 

8. The arrangement of claim 1 wherein: 
the means for monitoring comprise 

means responsive to detection of the agent's performance 
of the communicated event for selectively causing the 
call center to place the agent in a work state. 

9. The arrangement of claim 1 wherein: 
the means for monitoring comprise 

means responsive to detection of the agent's failure to 
perform the communicated event substantially at the 
scheduled time for causing the call center to register an 
exception against the agent. 

10. An arrangement for a call center having a plurality of 
teleconununications terminals staffed by agents, compris- 
ing: 

means for corrmiunicating an agent's schedule to the 
agent via the agent's corresponding terminal; 

means cooperative with the communicating means, for 
monitoring the agent's adherence to the communicated 
schedule via the agent's corresponding terminal; and 

means responsive to receipt of a message and an identi- 
fication of at least one agent intended to receive the 
message, for sending the received message to the 
identified at least one agent via the identified at least 
one agent's corresponding terminal. 

11. An arrangement for a call center having a plurality of 
telecommunications terminals staffed by agents, compris- 
ing: 

means for communicating an agent's schedule to the 
agent via the agent's corresponding terminal; 

means cooperative with the conmiunicating means, for 
monitoring the agent's adherence to the corrmiunicated 
schedule via the agent's corresponding terminal; 

means responsive to receipt of criteria for moving an 
agent from one agent split to another, for monitoring 
the call center for occurrence of the received criteria; 
and 

means responsive to detection of occurrence of the 
received criteria, for moving an agent from the one split 
to the other split. 

12. An arrangement for a call center having a plurality of 
telecommunications terminals staffed by agents, compris- 
ing: 

means for conmiunicating an agent's schedule to the 
agent via the agent's corresponding terminal; 

means cooperative with the communicating means, for 
monitoring the agent's adherence to the commurucated 
schedule via the agent's corresponding terminal; 

means responsive to detection of the agent's failure to 
adhere to the communicated schedule, for causing the 
call center to register an exception against the agent; 
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means responsive to recdpt of infonnatioh characterizing . 
exceptions meriting cUsablcment of an agent, for moni- 
■ tonng the call centei; for registration of the character- ■■'}■■ 
: V jzed exceptions; and 

; . m^ansyrespbh^ of registration of the charr .: 5 . : 

= ■-, acteirized exceptions', for causing the call centeir to place ; 

in a non-work state ail agent against whom the char- 

: acterized exceptions were registered; - ^ 
. ; 13;;A^ c^i center haviig a plurality of - 

telecommunications, tcrmnals staffed by agents, compris- iq 
ing:-/-: ,"-;v:\ . . ■ " ■■: ]■ . "\ .. - 

- • means responsive to M : 

•predeterinined breaks ■ scheduled- for predetennihed . 

.times, for deternuiung each: scheduled -break time 
: ; whetto split to which the- agent- belongs is 15 

; pverloaded with 

: means responsive; to a first detennination at . an individual . 
' ipredetermined : time that the agent split is overt oaded, 
/ : for ^rescheduling the cbifespondihg break -. to another V 
time; ' - / / .... 20 

: means responsive to said^first determination for sending a , : . 
: . message to ': the agent ' via a : display : of the . ajgent* s ... * . 
corfeisporidirig teiininal that the break has been fesched- = 
; ■■ -ruled;';' ■ '.: v " ' 

means responsive to a second - determination at: an indi- 25 
Vidiiai ■ predetennined time" that the agent split is. not 
oyerloaiiei- for ^ a^ the ^call center ;to place the " 
. " agent' in a npn-iwork state; ■ ; " 

V means responsive to the second detennination for sen 
■„ ; a message to the agent yia : the .display : informing the 3? 

V ■ "agent toigo. on ;break;f^^.. :v 
. ; mean to the second determination and to 

expiration of ja. predeterniined brea^ period following _ 
■ .the: individual predetennined .tim^ for. sending, a.mesr 
sage .to the agent via the display: inf bmiing the,: agent to - 
•V ga'bff^break;.^..'; V, .. 

: ;means responsive to detection, from: the: agent's input on . 

.. ." the agcm's corresponding terminal, that the' agent . has/ . 
: : gone'. off break^^^ w a predetermined time period ^. 
folio wing expiration of the predetermined break period, 
for causing: the call center to plapc the agem.in a. work 
state;iand:V.:- : :\': ^ 

- means responsive to detectibn^^^ 

.said.input on the agent's corresponding terminal; that 45 
: . tiie . agent has not gone : off break, within : the. predeter- , 
: niined :tiriwi. period followin^^ of the prede- 

. teriiiined break pOTodi^ f^^^ call'center to - : .= 

: ■ register an ^^^^ 
: 14^ A method. pf; with agents in a call 50 

center having a : plurality .of . telecommunications, tenirdijals : ; 
staffed .by ithe. agents, comprising the steps of: :.. . . 
■■■ in resppnse to an agent's- schedule, which inclu^ . 

: , terimned evem times, . :' 

' • ;. *'c each said event at its scheduled time to. :55 

' : the^^.a^^^^ corresppnding terminal; arid . 

: monitoring: the, agent " S perfonnance of the coinmuriicated :, 

: ' .: event' at the schediiled time yia the agent* 5 iriput -into 
-^r the" agent's coriesjw 

; : Tic:n^ dmni 14 whereinr^^y^ : \ 

. the step bf .conimimicatm ' ■ 

; L cominunicatiiig: the agent's schedule to the agent from ?l_ 
■ V,: v cali-ihanageihcnt system of .tiie call center;, and ■ v 

; ■ the step of iTO ^ 65 

monitoring the agent's adherence to the conmiunicated : 
- ::Schedule, at the call-maMgement systemi 



.16.-The method . of rclaim 14 in. a (All ixnter having" ::a 
processor-implemented call management system, whereiii:';:^!^^^^ 
the step of communicating comprises the step of : 
executing; a stored program^ on the call-mauiagement isys^^ 
tem. processor , to communicate each said= event : at . its ■ 
. scheduled tiirie to: the. agent; and ^. ^ 

the step, of monitoring comprises the step of . 
executing . a. stored program i'on the call iriariagement ^ 
- - system processor to momtor the agent' s peif oriiiance of ■ ■ 
the communicated, event at the: scheduled timp; ; • 
. . 17. The method of claim; 14 wherein:: . ; ; : 

the step of conmiumcating each said 

step pf\/: .. .:...■ : *' 'V:.:-' :. ' 
causing at least one of an audio^^sigrial generator arid- a^ 
visual, sijgnal^ generator of the agent's corresponding , 
. . terminal to generate, at least one of an audipisignal; and-: 
, , . a visual .signal, respectively, to; alert the a;gent to occurs: : 
renoe of the scheduled, time for reach said,: event: 
18. The incthod of claim 14 wherein:" - 
the step of commuiiicating each said event comprises the ; 

■ sending a display message indicating each said event at its 
..: scheduled time to a display of .the agent's correspondr: 
" ing term^ - . -y-j-:--^:"-}.'/'-- -: 

19; The method of claim 18^ wherein: r • ■ • , ■ .7 

■ the step of comrhuriicating: each, said event . further com^ 
prises the step of . V . ^. . v ; ;v v ■ 

causing a speaker of the agent's corresponding terminal to: : 
. prbdiice an auditory- signal- when the display rriessage is ..- 
V displayed on the display of the terminalL : . ■ { '] 

■ 20. The rnethod of claim 14 wherein: 
the step of communicating each said event comprises , the ^ 

■ —step. of : :: r' 

.. ; selectively causing the: call center to place the agent ;in a ;.: 

non-work state substantially at Uic scheduled time. . . 
- 21, The method of claim 14 wherein: ■ 

the step : of monitoririg comprises . thie : step of : .- . 
: in response- to detection of the agent- s; performance of .the 
. : cbnimunicated evenr, selectively causing the epicenter 
to place the agent in; a: work state.. . ..^ 
22. The method of clmm 14 wh^in: ■ \; 
. -: the step ' of monitoring . comprises ,;the step of • ;. . 
; in resporise to detection of lie agent's failure to performv 
. : ; ; . te .cpmmurricated event substaiiti ally; at-the scheduied ; 
. . time. . causing the. call center to register an,;exception : 
. against the; agent- -r 

23.. A -method of- cbiimiurucating with agents in a call - 
center having a plurality of - telecominuiucations t^^ 
staffed by .the. agentSi cornprising the steps of:. ;: . ."; :;: 
communicating aii agent' s schedule :tp the ajgent via the 
ageiit^s. cprrcsppndmg; tem ; . :;;;i - 

-rhorutbring the agent Vs adhaence: to - the communicjsOfiiJ : 
" schedule via the agent's cbrrespohding tcnninal; arid / 
in response to receipt of a message, and an identification 
of at lieast one agent- intended . to receive the messaglCi 
" = - sericUng te received message t at least 

: one agent via the identifi^^ 
, :: spending terminal: ;. :. ;:]:':: : 

■ I 24. A method of conimunicating with agents in a: ;<^^ 
, center having a -plurality.- of tdecdrimiunicatiot^ 

staffed .by the agents,, comprising, the steps of: .-^ ■'■■':':^^::/' 
coirimuhicating an ag;ent' s schedule to the agent .via the 
-; agent's coriresponding tenrurial; - - - ^ ■ ^r'^''^ 
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monitoring ±e agent's adherence to the communicated 
schedule via the agent's corresponding terminal; 

in response to receipt of criteria for moving an agent £rom 
one agent split to another, monitoring the call center for 
occunence of the received criteria; and ^ 

in response to detection of occurrence of the received 
criteria, moving an agent from the one split to the other 
split 

25. A method of communicating with agents in a call 
center having a plurality of telecommunications terminals 
staffed by the agents, comprising the steps of: 

commimicating an agent's schedule to the agent via the 
agent's corresponding terminal; 

monitoring the agent's adherence to the communicated 15 
schedule via the agent's corresponding terminal; 

is response to detection of the agent's failure to adhere to 
the communicated schedule, causing the call center to 
register an exception against the agent; 

in response to receipt of information characterizing 20 
exceptions meriting disablement of an agent, monitor- 
ing the call center for registration of the characterized 
exceptions; and 

in response to detection of registration of the character- 
ized exceptions, causing the call center to place in a 
non-work state an agent against whom the character- 
ized exceptions were registered. 

26. A method of communicating with agents in a call 
center having a plurality of telecommunications terminals 
staffed by the agents, comprising: 

in response to an agent's schedule which includes prede- 
termined breaks scheduled for predetermined times, 
determining at each scheduled break time whether an 



10 

agent split to which the agent belongs is overloaded 
with work; 

in response to a first determination at an individual 
predetermined time that the agent split is overloaded, 
rescheduling the corresponding break to another time; 

in response to said first determination, sending a message 
to the agent via a display of the agent's corresponding 
terminal that the break has been rescheduled; 

in response to a second determination at an individual 
predetermined time that the agent split is not over- 
loaded, causing the call center to place the agent in a 
non-work state; 

in response to the second determination, sending a mes- 
sage to the agent via the display informing the agent to 
go on break; 

in response to the second determination and to expiration 
of a predetermined break period following the indi- 
vidual predetermined time, sending a message to the 
agent via the display informing the agent to go off 
break; 

in response to detection, firom the agent's input on the 
agent's corresponding terminal, that the agent has gone 
off break witMn a predetermined time period following 
expiration of the predetermined break period, causing 
the call center to place the agent in a work state; and 

in response to detection, from lack of the agent's said 
input on the agent's corresponding terminal, that the 
agent has not gone off break within the predetermined 
time period following expiration of the predetermined 
break period, causing the call center to register an 
exception against the agent. 

* * * * * 
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